Customer relationship management (CRM) is a business strategy whose outcomes optimize profitability, revenue and customer satisfaction by fostering customer satisfying behaviors and implementing customer-centric processes. CRM is often seen as a key element in delivering customer-centric services. Today CRM solutions are often implemented as a cloud computing service. Cloud computing refers to providing and using computational resources via the Internet. It enables the access to technology in the form of service on demand.
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Introduction
Customer Relationship Management (CRM) today is very important for institution that aims to manage the relationship between citizens and administrators. Government institutions need to identify the problems of citizens and enhance the cohesion in relationships with citizens. A good customer relationship is the key to success. The use of customer relationship management systems in government is becoming significantly important for increasing citizen life time value. CRM e-government system is the systematic care of a business relationship between the institution and citizens. A new vision of government system in which the citizens is the central subject opens up new opportunities that include customization and adaptation to citizens' needs and preferences.
Given the possibility of dissemination of information to many users, social computing can play important role in improving the e-government process. Many social networks formed groups for government purposes. This paper discusses possible solutions for improving relations between citizens and government institutions in the process of e-government through social media. The paper focuses on the development of social media metrics that can be applied in e-government. The metrics should be defined with respect to processes in e-government, on strategic and operative levels, and synchronized with the strategy of government institutions. In this paper, we deal with metrics considering the quality of government process and outcomes, while metrics for financial outcomes are not considered.
Literature review
Customer Relationship Management
Customer relationship management (CRM) has been defined as the management approach that involves identifying, attracting, developing and maintaining successful customer relationships over time in order to increase the retention of profitable customers. CRM is a coherent and complete set of processes and technologies for managing relationships with current and potential customers and associates of the company, using the marketing, sales and service departments, regardless of the channel of communication (Chen & Popovich, 2003) . CRM is a highly fragmented environment and has different meanings for different people (Sohrabi, Haghighi & Khanlari, 2010) . CRM is endorsed to generate and administer bonds with clients more efficiently through the itemized and precise analysis of customer information utilizing distinctive information technologies (Peppers & Rogers, 2011) . To assess future customer behavior and offer the best possible care, it is necessary to exploit, evaluate and regularly update the company's knowledge about the customer (Wilde, 2011) .
CRM is therefore understood as a customer-oriented management approach where information systems provide information to support operational, analytical and collaborative CRM processes and thus contribute to customer profitability and retention (King & Burgess, 2008 ).
Total customer relationship management (TCRM) is proposed hopefully to validate activities more effectively, to pursue business excellence in CRM practice, as well as to have CRM become a mission covering all members, resources, processes and endeavours of an organisation. The TCRM system is composed of five components: customer-related processes, management responsibility, resource management, product or service realization and measurement, analysis and improvement (Su, Tsai & Hsu, 2010) .
Social Customer Relationship Management
Social CRM is a philosophy and a business strategy, supported by a system and a technology, designed to engage the customer in a collaborative interaction that provides 
E-government
Social CRM in e-government
Government institutions are becoming aware that citizens' demands and desires have to be met. The CRM integration into e-government is a long and demanding process because citizens' demands are increasing simultaneously with the growth of technology capability.
Citizens relationship management is the systematic care of a business relationship between the institutions and citizens, where service quality is becoming an ever more interesting question. Citizen satisfaction can be increased in this way. CRM must be observed as one entity and system for performance measurement must have global character. Goal is development of system metrics that enables identification of fields for improvement CRM system performance. In this way, government institution can focus their efforts and achieve better performance.
With considering all specificity of CRM system, system metrics should satisfy following criteria:
 metrics is based on processes,  metrics is defined on all levels (strategic, operative),  metrics is synchronized with the strategy of government institutions,  metrics cover all relevant processes.
Standard definitions, quality description, formulas for calculation and relations between metrics on different levels, provide standard and consistent measurement of CRM system performance measurement on global level, internal and collaborative processes. Important element of system metrics are descriptions and instructions for collecting data necessary for defining (calculating metrics).
Implementation of model for Social CRM in e-government
The structural framework and the necessary elements for implementing e-government are shown in the Figure 1 . The framework can be used for government and debate in developing the CRM vision and CRM strategies.
The government institution must take proactive approach in creating a citizen relationship management. The CRM vision should be used as the guide to the creation of a CRM strategy which is all about how to build and develop a valuable asset: the citizen base. It must set objectives and metrics for attaining that goal. It directs the objectives of other operational strategies and the CRM implementation strategy.
The citizen experience must be designed in line with the CRM vision and must be constantly refined, based on actively sought citizen feedback. The relationship with the citizens needs to be viewed and managed in terms of the citizen life cycle and formalized processes must exist to manage that life cycle. Collecting data is important for good relationship and adjustment government system to the needs of each citizen, and personalization of government services.
Successful e-government process should create processes that not only meet citizens' expectations and support the citizen value proposal, but also provide competitive differentiation and contribute to a designed citizen experience. In order to define an adequate set of metrics, we need to identify key processes within the e-government system.
In this paper we consider the government processes for citizens at Republic of Serbia. CRM activities are proposing to implement through SugarCRM. This software solution provides variety of features that enables implementation of CRM activities in e-government, such as:
collaboration and communication among citizens and department, providing citizens with appropriate information about services, government portal promotions, citizens' roles and management, citizens' activities analytics. We identified the following processes are of importance for this research:
 promotion of e-government portal,
 usage of e-government portal,
 issuance of documents.
In Table 1 are shown metrics for each relevant process.
Process Attribute of performance Definition SRM Metrics
Promo tion of egovern ment portal
The number of social media interactions Conversation means the number of blog posts, forum discussions, tweets on the social network site. Volume is a strong metric when measured over time.
Conversation volume
The details of online citizens Social listening tools can collect data on citizen location, gender, and age.
Demographic metrics
The number of total impressions in an online and offline discussion Measured by the number of different sources covering a topic and each source's potential official site views.
Message reach
The number of citizens' discussions around government institution
Frequency and qualitative analyses related to discussions about an government institution business.
Frequency
Usage of egovern ment portal
The attitudes of citizens Non-adequate analysis of the citizens' needs and neglecting comments and suggestions that can be made by government institutions result in dissatisfaction and a large negative impact on the citizens
Sentiment Type
Financial position Government institution provides financial benefits for some citizens.
Citizen equity
The number of company partners
The number of enterprises that have signed contracts with government.
Work
Distance and speed at which a information spreads
Measured by number of different entries around the same topic within a certain time period.
Viral Propagation
Social
The number of access to portal Automatically collected data from web server logs. These are rich collections of data relating
The intensity of the use of portal CRM in govern ment the access to specific web pages.
The number of posts on forum
Interactivity between citizens and government in the online portal is measured through the amount of comments, which clearly shows the interest of both sides for good communication and obtaining the necessary information.
The intensity of the interaction trough portal
The number of group members Interactivity between citizens and government in social networks is measured trough the number of posts. Significant indicator of citizens' interest for the web site of the Republic of Serbia is the same number as view the same.
The intensity of the interaction on social networks
Processing time Time metrics evaluate the time to deliver a product or service to customers, the portion of time that is spent processing the documents or idle time, whether citizens receive documents or responses on time, and other time-related considerations.
Total time
The number of steps in the process
Number of times is a document handed off between individuals, offices, or departments in the process.
Process complexity
Process cost How much does the process cost to operate online.
Cost
Issuan ce of docum ents
The number of citizen referrals The number of citizens who have previously finished work with the government institution.
Good reputation of government process
Satisfaction with the work of institution Availability of staff in government for consultation and help, as well as recommendations for practice and work.
Expertise and availability of government
The number of open opportunities
Percentage of citizens who were employed in the profession. Table 2 : Public services and metrics for citizens fulfilled. By using this module government can send notifications to citizens via e-mail when application form is accepted. Integration between the government portal and mail server enables sending automatic and personalized information about citizens' activities. Figure 3 show schedule of appointments for passport issuing. Customer/citizen interactions, conversations, and relationships are what transform CRM into social CRM. CRM metrics not only gauge the level of success, but also provide the feedback mechanism for continuous development of strategy and tactics. CRM metrics must follow and measure the enterprise's own CRM strategy. A hierarchy of metrics is required, depending on their purpose and who is using them.
Employed citizens
The future research directions include the improving of social media model, more detailed consideration of the indicators in the field of e-government and highlighting the significance of social media in all areas of e-government and government institutions.
